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The Opportunity 

Courtney Kay-Decker 
Department of Revenue 



The “OnePoint” Team 
Jessica 
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Left to Right- Paul Stueckradt-IEDA, Jim McNulty, Alana Stamas, 

Jessica Holmes, Jennifer Chance, Peter Johann, Angela 

Gullickson, Jennifer Breeden, Kristina DeLisi, Victoria Daniels, 

Roland Simmons, Paul Breitbach, Stephen Breeden  



Scope 
Roland 

 

• This event will design a team and process to 

coordinate and track Iowa Department of 

Revenue activities related to taxpayers with large, 

complex, or economic development initiatives and 

other special circumstances. 
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Objectives 
Paul S 

1. Define criteria for case inclusion 

2. Define team member roles 

3. Identify Department functions represented 

4. Develop the process 

5. Name the team 

6. Develop requirements for the tracking system 

7. Develop the implementation plan 
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 Clear Objectives 

 Team Process 

 Tight Focus On Time 

 Quick & Simple 

 Necessary Resources Immediately Available 

 Immediate Results (New Process Designed by End of 

Week) 
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Lean Methodology  
Mike 



Trends 
Angela 
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•Legislative Policies 

 

•Outsourcing to Service Providers 

 

•Review of Tax Appeals Process 

 

•Increased Complexity of Projects (IEDA) 

 

•Mobile Workforce (Internal & External Turnover) 

 

•Teleworkers & Flex Schedules 



SWOT  
Jennifer C 

Strengths 

 
• Good Institutional Knowledge 

 

• Good Relationships 

 

• Good Tax Credits System 

 

• Access to Specialists (Expertise) 

 

• Detailed Tracking and Framework 

 

• Willingness to Help 
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SWOT  
Jessica 

Weaknesses 
 

• Tracking Systems Don’t Talk to Each Other 

 

• Employees May Not Have Access to All Items 

 

• Not All Phone Calls Are Documented 

 

• Some Disconnects Between IDR and Other Agencies 

 

• Length of Time to Learn Tax 
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SWOT  
Alana 

 Opportunities 
 

• Leader in Tax Administration 

 

• Provide Better Customer Service 

 

• Increased Tax Compliance 

 

• Avoid/Reduce Protests/Issues 

 

• Integrate Processes & Functions 
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SWOT  
Stephen 

 

 

Threats 
 

• Confidentiality 

 

• Role Confusion 

 

• Customer May Have Multiple People Working with Us 

 

• Prioritization 

 

• Time Management (New Duties/Existing) 
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Brainstorming 
Jennifer B 

 Team Members: Accountability & Oversight 

 Documentation: Master Lists of Participants 

 Communication: To Publicize or Not to Publicize 

 Taxpayer Education & Training: Standard Packet 

 Tracking: Research Available Products 

 Responses to Taxpayers/Participants: All Responses 

Come From the Account Manager 

 Sources of Referral: Taxpayers/Agencies/TPS  
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• Identifies  

– Impact to 
Customer 

– Difficulty  
Implementing 

 

• Helps to Rate/ 
Rank Solutions to 
Resolve Issues 
While Identifying 
Ease of 
Implementation 
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De-selection Process 
Peter 

D I F F I C U L T Y 



Criteria for Case Inclusion 
Paul B 

 

• Annual Sales/Number of Employees (Size) 

 

• IEDA/Other Agency Contract/Incentive Program 

 

• Multiple Tax Types 

 

• High Volume of Transactions 

 

• High Volume Consultants 
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Team Member Roles 
Victoria 

 

 

• Referral Coordinator 

 

• Eligibility Committee 
 

• Account Managers 

 

• Specialists 

 

• Oversight Committee 
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New Process 
Victoria 
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Implementation Plan 
Victoria 

 

• Meet With Leadership Team to Assign Roles 

 

• Identify Potential Candidates or Situations for Pilot 

 

• Hold Kick-Off Meeting 

 

• Develop Initial Documentation and Tracking System 

 

• Set Time Frames and Make Assignments 

 

• Work Through Identified Taxpayers as a Team 

 

• Roll Out to Other Agencies 
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Item Item Description Person Responsible Due Date 

1 Research Available CRM Products Pete 12/3/13 

2 Create FAQ For Team Members Angela 2/25/14 

3 Master Lists of Participants Alana 10/1/13 & 12/3/13 

4 Set Definition/Description for the Team 
Victoria 

12/3/13 

5 Ask Dept. for Recommendations 
 

Victoria 9/30/13 

6 Beginning “Packet” That’s Standard 
 

Victoria 
10/31/13 

7 Determine What the Team Does NOT Do Jessica                9/30/13 

8 
Build Appropriate Team to Ensure Functional 

Representation is Adequate 
Roland 9/30/13 

Homework  

Peter 



Team Member Experience  

 

• Jim 

 

• Paul B 



Comments 

 

 

• Mike Rohlf 



We Welcome  

Your Questions and 

Comments! 
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